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1 Pat Ross 
1 Gwen Price 
3 Sandy Daughtery 
3 Debbie Dubberly 
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5 Martha Poplin 
5 Katherine Joyce 
5 Darlene Brown 
6 Linda Smith 
7 Steve McCrandall 
7 Pearl Miles 
7 Tommie Curry 
7 Tina Henault 
8 Wanda Davis 
9 Sharon McAbee 
9 Danny Fisher 
10 Jane Williams 
10 Helen Keene 
11 Robert Mobley 
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17 Brenda Charrie 
18 Vickie Galloway 
20 Judy Schneider 
20 Karen Parker 
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8 Jeanette Palma 
9 Darlene Hart 
10 Rochelle Dryden 
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Tom Sikes 
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Sixteen graduates of the Blue Cross and Blue Shield 
Employees Gavel Club are pictured on the cover with 
"graduation" plaques they received on July 21. They 
are, left to right, front row: Kathy Winslow, Del Detrick, 
Janet Heney, Janie Shepard, Dreme Hodges, Marie 
O'Brien, Rochelle Dryden, and Gwen Cline. From left to 
right, back row, are: Marion Lane, Fran Frick, Louise 
Hoagland, Bob Best, Peggy Anderson, Chris Glover, and 
Henry Douglas. At right is Patrick O'Brien who presented 
the plaques. Related story appears on page 3. 
Cavel Club 
Members Honored 
Sometimes it pays to speak your mind, as the old 
saying goes. And sometimes you have to do it very 
early in the morning. 
Such was the case with employees who assembled 
each Tuesday morning at 7:30 a.m. when the Blue Cross 
and Blue Shield Employees Gavel Club was called to 
order. Sixteen members who participated in this Club 
for the past year were honored at a luncheon on July 
21 at the Heart of Jacksonville Motel. They were recog-
nized at their "graduation" with a plaque presented by 
Patrick O'Brien, Manager of Training and Development. 
Each employee had completed nine formal speeches 
and gave an acceptance speech upon receipt of his or 
her plaque. 
In addition to guest speaker, Mr. O'Brien, and the 
graduates, management personnel representing each 
of the Gavel Clubbers were also invited. This is the first 
such luncheon held to honor these employees since the 
Club was established over a year ago. 
These graduates not only realized a great deal of 
satisfaction from their participation in the Club but 
performed a very important service for the Plans. Over 
a period of three months, 13 members of the Club 
spoke to more than 2,200 senior high school students 
as they presented career orientation sessions in Jack-
sonville high schools. 
The Gavel Club is sim iliar to the Toastmasters organ-
ization. The objectives are to: 
A. develop self-confidence 
8. organize thoughts and materials 
C. give speeches and other presentations 
D. develop listening abilities 
E. conduct effective meetings 
F. improve personal vocabulary and grammar 
Breakfast meetings are held on a weekly basis from 
7:30 a.m. to 9:30 a.m. in the cafeteria on the third floor 
with half of the meeting on the employee's own time and 
the other half on company time. Length of membership 
is estimated at about one year. After completing the 
requirements for graduation, each member is awarded 
a plaque celebrating the occasion (see cover photo). 
The format of the weekly meetings includes a busi-
ness session followed by prepared speeches from five 
club members. Each member of the Club also gives a 
one minute impromptu speech. The impromptu speech-
es and the entire speaking portion of the meeting are 
evaluated by club members and a grammarian. 
Employees from the Section Leader to Executive 
Level, including all exempt personnel, are eligible for 
membership. Members are to be recommended by 
their respective managers. 
More details can be obtained from June McClellen, 
Training and Development Department, who is one of 
the Club's advisors. Her telephone number is 6835. 
Graduates pictured below are identified on page 2. 
PROFILE/ THREE 
Human Resource 
Coordinators 
Help You! 
Eugene _ O'Brien, Vice President of the Human Re-
sources Division, has announced the hiring of a new 
Human Resource Coordinator and realignment of re-
sponsibilities involving another four Coordinators. 
Morris Seay was hired on September 7 and is under-
going extensive orientation and training programs. Fol-
lowing his training, he will be assigned to assist depart-
ments to be announced in the near future. Morris was 
formerly Employee Relations Manager at Texas A & M 
University and has over five years of Personnel Manage-
ment experience. He has an undergraduate degree from 
the University of Texas in Personnel Management and 
has an MBA in Management from Texas A & M Uni-
versity. Following graduation from college, he served 
several years as a Lieutenant in the U. S. Army. He can 
be reached on telephone number 6635. 
Our other Human Resource Coordinators are Ruth 
Williams, John Dulaney, Jim Kimbler, and Rudy Norton. 
All Coordinators will assist both management and non-
management employees in all Human Resources mat-
ters including: 
Employment and Job Posting 
Temporary Employee Pool 
Employee Counseling 
Equal Employment Opportunity and 
Affirmative Action 
Employee Benefits 
Training and Development 
Compensation (Including Job Descriptions 
and Evaluations) 
Manpower Planning 
Personnel Policies and Procedures 
Ruth Williams is responsible for the following areas: 
1. Blue Cross 
2. Blue Shield 
3. Subscribers Service 
4. FCIA 
Her telephone number is 6738. 
Jim Kimbler is responsible for the following areas: 
1. Marketing (Joe McGurrin's area only) 
2. Provider Reimbursement 
3. Institutional Affairs 
4. Physician Affairs 
5. Legal and Public Affairs 
6. Finance 
His telephone number is 6412. 
Rudy Norton is responsible for the following areas: 
1. Human Resources 
2. EDP 
3. Customer Services 
4. Medical 
His telephone number is 6168. 
John Dulaney is responsible for the following areas: 
1. Medicare A 
2. Medicare B 
His telephone number is 6414. 
In addition to assisting employees with the above 
responsibilities, the Coordinators are available to dis-
cuss work-related problems and/or misunderstandings, 
and explain the procedure to be followed if an employee 
has a complaint. This approach enables an employee to 
discuss any such problems first with his or her im-
mediate supervisor. If they are unable to resolve the 
problem or the employee wishes to further appeal the 
matter, the Human Resource Coordinator will be avail-
able to provide counsel. 
Please feel free to call the Human Resource Co-
ordinator assigned to your division whenever necessary. 
PROFILE / FOLfl 
Trudy Looks Forward to Traveling and 
Volunteer Work 
After working for Blue Cross and 
Blue Shield of Florida in the Sales 
Support Department for over 19 
years, Trudy Driggers retired on July 
30. Tom Stallworth, Vice President-
Marketing, presented her with her 
choice of a gift from the company, 
an electric Smith-Corona Coronet-
Super 12 portable typewriter. 
A party was held in Trudy's depart-
ment on the morning of the 30th. 
Refreshments were provided by her 
co-workers and she opened several 
presents given to her by fellow em-
ployees. Mr. Stallworth recalled 
Trudy's early days with the Plans 
when there were only about 250 em-
ployees in 1957, and several of her 
friends reminisced about their early 
days of working together. 
Trudy's first day at work was on 
March 13, 1957. When she retired 
she was working with Special Ac-
counts covering the enrollment, re-
newals and maintaining large ac-
counts such as schools, municipali-
ties, etc. Even though all of her years 
have been spent in enrollment work, 
Trudy says, "My work has been 
varied and above all interesting!" 
She added, "If I had my life to live 
over and I could and had to work, it 
would still have been with Blue Cross 
and Blue Shield of Florida." 
She hopes to travel to many in-
teresting places in our own country 
first and then to a few places "out-
side" if possible. "After I catch up 
with enjoying myself for a while, I 
intend to share my life with others 
through voluntary services - I want 
to work with the underprivileged, both 
young and old," she explained. She 
also enjoys gardening, writing and 
fishing. 
Trudy was a school teacher for 
seven years in Hamilton and Colum-
bia Counties near her birthplace in 
White Springs, "Way down upon the 
Suwannee," where she graduated 
from high school. She attended the 
University of Florida, and four of the 
years she taught school were in "a 
little red school house" on Wood-
pecker Route where the first graders 
got a good foundation of the 3 R's, 
and all the other important lessons 
in Social Studies, etc. , were learned 
quite naturally. "We had to do the 
best we could with all types includ-
ing physically handicapped, and men-
tally retarded, and when a child was 
five or six years old, he had to go to 
school and there was only one 
school," Trudy pointed out. 
For 20 years she has been a widow 
and has raised a daughter, Paula, 
and two sons, Wayne and Tommy. 
Kim Kirby and Jonathan Driggers 
are her two grandchildren. 
Mr. Stallworth presents Trudy's gift from 
the company, an electric typewriter. 
Trudy accepts her retirement checks presented by Tom Stallworth, assisted by 
Barbara Lanier, right. 
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• • • service ann1versar1es 
30 YEARS 
John Brothers 
John Brothers, Regional Ad-
ministrative Coordinator in Coral 
Gables, celebrated his 30th year 
of service with the Plans on Sep-
tember 1. He joined the Market-
ing Department as a Sales Rep-
resentative in 1946, being pro-
moted to Branch Manager in 
1957. In 1960 he was promoted 
.,.. to Regional Manager of the South-
~ - ern region. 
When John was in his 20th year of service with our 
organization, he experienced a frightening encounter 
while pursuing his skin diving hobby off Key Biscayne 
near Miami. A 3½ foot "blacktip" shark resting to-
gether on the sand bottom with a large stingray at-
tacked him while he was within 20 feet of the pair. 
This experience was written up in a collection of simi-
lar attacks in the book "Shark Attack" by H. David 
Baldridge. Quoting John, "Very suddenly, the shark 
swam straight at me at a tremendous rate of speed ... 
I couldn't put too much emphasis on the speed of the 
shark's attack ... I have seen quite a few sharks while 
swimming, and I have never seen a shark travel this 
fast before." Said Baldridge, "Brothers reflexily raised 
his gig to fend off the shark. Yet it unhesitatingly swam 
straight for his midsection, took the gig into its mouth 
and clamped down, shaking it violently." John added, 
"Just as suddenly, he released the gig, swam back to 
his 'buddy', the stingray, and the two took off together 
for deeper water." 
John also pursues less exciting hobbies such as 
numismatics, the collection and study of coins and 
paper money, and philately, the collection and study of 
postage and imprinted stamps. 
He is married to Marion and they have two children, 
Rkk, who is studying for his Master's degree at the 
University of Florida, and Robin, 17. Besides celebrat-
ing his 30th anniversary with the Florida Plans, John 
will also be celebrating his 35th wedding anniversary 
this month. 
John is a member of the American Society for Per-
sonnel Administration and previously served as Board 
member of the Sales Marketing Executive Club, Presi-
dent of his local chapter of Toastmasters, Assistant 
Instructor with the Dale Carnegie Institute, and was 
Tournament Chairman of the Key Colony Men's Golfing 
Association. He is a charter member of the Blue Cross 
and Blue Shield 20 year and 10 year clubs, and is past 
president of the 5 year club. 
10 'YEARS 
Phil Bray will celebrate his ten year anniversary on 
September 19. He joined the Plans as a Hospital Rela-
tions Representative, and worked in the Tampa area. 
In 1970 he was promoted to Manager of Hospital Charge 
Audits and transferred to Jacksonville. He presently 
holds the position of Manager of Provider Relations in 
the Institutional Affairs Division. 
Phil is a native of Jacksonville, and graduated from 
Georgia Military College in Milledgeville, Georgia. He 
retired from the Army after 20 years as a Master Ser-
geant. He is married to Betty Lou and they have a son, 
Michael Phillip. In his spare hours, Phil enjoys golf and 
ceramics. 
* * * * * 
Bert Bevis, Tallahassee Branch Manager, celebrated 
his first decade of service with the Florida Plans on 
September 6. He joined the Plans in 1966 as a Sales 
Representative in Pensacola and in April, 1973 he was 
transferred to St. Petersburg as a Sales Representative 
there. He was promoted to Branch Manager in Decem-
ber, 1975. 
Bert is a native of Ft. Myers, was graduated from 
Leon High School in Tallahassee, and attended the Uni-
versity of Florida. He served in the Army Reserve last 
holding the rank of Sergeant. He and his wife, Barbara, 
have two children, Brent, 12, and Bitsy, 8, and are 
both active in civic affairs. Bert is a member of the 
Optimist Club, having served as a Club President in 
Pensacola, and the Lt. Gov. of Florida District for clubs 
in the St. Petersburg area. Barbara was the President 
of the St. Petersburg Junior Woman's Club, prior to 
their move to Tallahassee. 
* * * * * 
Jeff Clyatt, Senior Systems Analyst, Blue Shield 
Claims System, celebrated ten years of service with the 
Florida Plans on August 22. Jeff was hired as a Mail 
Clerk, advancing in three months to Computer Operator 
in EDP Operations. In 1968 he was promoted to Pro-
grammer in Systems and Programming and in 1972 
was promoted to Systems Analyst. 
He is a native of Gainesville, Florida, was graduated 
from Ribault High School and has attended Florida 
Junior College. Jeff was president of the Blue Cross 
and Blue Shield Golf League in 1974. He and his part-
ner won first place in the golf league last year, and 
over the last couple of years he has come in second in 
some of the Employees Club golf tournaments. His 
picture has also appeared in PROFILE for shooting a 
hole-in-one. Besides golf, Jeff enjoys softball, hunting 
and football. At his ten year high school reunion he 
won another trophy - this time for "the most hair 
lost in ten years!" 
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5 YEARS 
Blue Cross & Medicare A 
Wanda D. Hullett 
Belva S. Tyson 
Donald S. Carver 
Carolyn Chatham 
James C. Page 
Charles E. Sharpe 
Mary A. Ullrich 
Jeanne M. Boger 
Vonnise Cobb 
Susan G. Demers 
Olivia McGowan 
Rosemarie Smolenski 
Puerto Rico Claims 
EDP Communications Center 
Computer Operations 
Group Accounting 
Print Shop 
Tallahassee 
Banks Claims Hospital 
Chronic Renal Disease 
Computer Support I 
Prod. & EDP Communications 
Claims Approval Hospital 
Med. A Prod. 
Blue Shield & Medicare B 
Emma L. Ross 
Frances L. Wingate 
Elizabeth Hartley 
William H. Dodd 
Annie D. McCray 
1 YEAR 
Med. B Claims Examining 
Med. B Cl·aims Entry 
Med. B Claims Examining 
Utilization Review 
BS Claims Entry 
Blue Cross & Medicare A 
Laura G. Bass 
Beverly A. Bruton 
Harla D. Cook 
Kathlene A. Costello 
Karen A. Creed 
Brenda G. Falana 
Patricia A. Graziano 
Alan R. Himmelstein 
Pearl E. Lanier 
Connie J. Maher 
Esther G. Mclendon 
Anita D. Potts 
William A. Sandy 
Linda A. Seemer 
Julieta V. Ventura 
Pamela S. Yates 
Teri R. Bennett 
Arvan R. Campbell 
David M. Clements 
John W. Gash 
Melinda L. Jerrell 
Edward L. Lawrence 
Maria M. Marrero 
Melvin Milton 
Candy H. Salamone 
Gloria J. Simmons 
Norman N. Smith 
Louis I. Thomas 
Nancy N. Sandford 
Cynthia A. Fletcher 
Shirley E. Fort 
Annie Z. Jones 
Bruce E. Martin 
Dana G. Mitchell 
Frank W. Reynolds 
Jacqueline W. Tew 
Rogerline S. White 
Julianne Bowman 
Paula A. Brown 
Gwendolyn F. Lockett 
Word Processing Center 
Quality Control 
W. Palm Beach 
Tampa 
Microfilm Processing 
Budget & Forecast 
Group Accounting 
Med. A Claims Systems 
Daytona 13.e.i,ch 
Stock Room 
Payroll 
Group Accounting 
Methods 
Major Med. Claims Examining 
BC Review 
FEP BS Support 
FEP BS Support 
Budget & Forecast 
Major Medical & Ext. Ben. 
Methods 
BC & BS Claims 
Production Control 
Ft. Lauderdale 
Building Services 
BC Edit Section 
Membership Files 
Methods 
BS Claims Systems 
Ft. Lauderdale 
W. Palm Beach 
BC Edit Section 
BC Review 
Med. A Prod. 
BC Paid Files Miracode & Wats 
Coral Gables 
Med. A Medical Review 
Computer Operations 
FEP Blue Shield Support 
Fed . Employee Basic Claims 
BS Training 
Brenda S. Smith 
Cecelia L. Summers 
Davi T. Wolters 
Jimmy A. Yarberry 
Janice Carrington 
Rosie 8. Cousar 
Lewis W. Ensign 
Paralee Hogan 
Debra A. Key 
Dorothy 8. Stinson 
Lucinda M. Wittich 
Rita F. Lloyd 
Cindy A. Stewart 
Keypunch General 
Quality Control 
Gainesville 
Direct Accounting 
Methods 
Med. A In Patient Billing 
BC Claims Examining 
Med. A Section Control 
BC & BS Claims 
Provider Reimbursement 
BC Edit Section 
Keypunch General 
Telephone Communications 
Blue Shield & Medicare B 
Juana R. Dyer 
Elizabeth A. Graham 
Thomas T. Purvis 
James Stepps 
Frank G. Lynn 
Gloria J. Pate 
Peggy A. Whitney 
Martha J. Croasmun 
Herman Harris, Jr. 
Terry L. Pittman 
Bobbye F. Gilmore 
Doris L. Johnson 
Victor W. Moody 
Valerie A. Robinson 
Juanita E. Solomon 
Vanessa Welch 
Margaret G. Adams 
Janice E. Birt 
Cynthia A. Gilliam 
Joann Haynes 
Carolyn D. Johnson 
Josefina B. Mendoza 
Jane A. Payne 
Rosemary Quaintance 
Denise T. Rodriguez 
Terry C. Ruberti 
Barbara G. Slaton 
David A. Yarber 
30 YEARS 
Fed. BS Claims Examining 
Comp. Coverage Physician 
Claims Physician 
BS Claims Entry 
Med. B Claims 
Claims Corres. Physician 
Med. 8 Edit II 
Utilization Review 
Med. 8 Claims Examining 
Med. B Claims Entry 
Claims Corres. Physician 
CHAMPUS Claims Examining 
CHAMPUS Claims II 
CHAMPUS Claims II 
CHAMPUS Claims Examining 
BS Claims Entry 
Claims Processing Physician 
Med. B Claims Examining 
Med. B Claims Examining 
National Accts. 
Med. B Claims Examining 
Med. B Claims Examining 
Claims Approval Physicians 
Med. B Claims Examining 
Med. B Post Payment Claims 
Audit 
Med. B Claims Examining 
Med. B Claims Examining 
Med. B Files 
President Herbert has just "pinned" Cecil Rivers recognizing 
his 30 years of service with the Florida Plans. Mr. Rivers, Vice 
President-Data Processing, celebrated his anniversary on August 
20. From left are Eugene O'Brien, Dan Lewis, Cecil Rivers, Bill 
Skelley, J. W. Herbert, and W. J. Stansell. 
PROFILE / SEVEN 
Therese's Section Leader, Clara Schlink-
mann, holds her own creation, a beautifully 
decorated cake dated 1957-1976, one of 
the refreshments at the retirement party. 41..;;.,. 
✓~~ 
Therese Rousselle Says 
Good bye on July 30 
Therese Rousselle ended her career with the Plans 
on July 30 after almost 19½ years. She chose an oak 
china cabinet, or hutch, for her dining room as her 
company gift. This and her checks were presented by 
Jack McAbee, Vice President-Blue Cross and Blue 
Shield. 
Her co-workers furnished refreshments for her de-
partment party and presented her with several gifts. 
Former employees who had worked with Therese also 
attended the get together. Clara Schlinkmann, her Sec-
tion Leader, took several photos and made an album, 
a pictorial history of her years with the Plans, for her. 
Therese was hired on February 25, 1957 and work-
ed in the Record Department under Mattie Godwin, now 
retired. After being in that department one week she 
was placed in the Blue Shield Paid Files where she 
has worked all the years she's been here. She was 
promoted to Section Leader in 1959, and Supervisor 
in 1969. 
She was born in New Orleans, moved to Jacksonville 
and graduated from Robert E. Lee High School. She 
has no special hobbies, she says, but enjoys gardening 
and reading. After her retirement she has no special 
plans but sees some traveling in the not too distant 
future. 
Therese, commenting on her years with the Plans, 
says, "I have enjoyed working for Blue Cross and Blue 
Shield of Florida and will miss my co-workers and 
friends I've enjoyed over the years." 
Therese's gift and retirement checks were presented by Jack 
McAbee, Vice President-Blue Cross and Blue Shield Claims. 
Jerry Landgraf, Director of Blue Shield, is pictured at right. 
PROFILE / EIGHT 
3,000 Employees and Dependents Sign Up for HMP 
About 1,350 employees and 1,650 dependents signed up for the Health Maintenance Pro-
gram (HMP) which began on September 1. 
Sponsored by the Jacksonville Area Foundation for Medical Care and Blue Cross and Blue 
Shield of Florida, the HMP accents preventive care and early detection of illness. It is hoped 
such coverage will tend to reduce the frequency of high cost hospitalization and surgical cases 
among those employees and their dependents who are participating in the HMP. 
Said our President, Mr. Herbert, "High cost medical cases and heavy usage drive up 
health insurance rates, and if routine preventive type care through the HMP tends to decrease 
these high cost cases, it could be a major breakthrough in efforts to contain rising health care 
costs." 
Janice Schoonover Wins "Name the 
Program" Contest 
$ ervice 
Accuracy 
Volume 
Efficiency 
awards offering hundreds of gifts 
from which to select. Janice chose a 
Hoover vacuum cleaner, Nancy, a 
black and white television, Rose 
Mary, a rabbit jacket, Marcia, a 
Rangefinder 35mm. camera, and 
Susan a heavy-duty blender, mixer, 
and food grinder. 
Janice Schoonover examines the awards 
catalog carefully before choosing a Hoover 
vacuum cleaner as her prize. 
The attractive logo reproduced at 
the top was selected as the final 
winner among over 200 different 
names suggested for Phase II of the 
Cost Reduction Program. A fine re-
sponse! These were narrowed down 
to five finalists; the ultimate winner 
- $ . A . V . E . - was selected by 
majority vote of those participating 
in Phase I. Janice Schoonover, Build-
ing Management, submitted the name 
ultimately selected. The other final-
ists were: 
-®-
. 
V 
1. Nancy Keezer 
Subscribers Service 
2. Rose Mary Edwards 
Executive 
3. Marcia Watson 
Word Processing 
4. Susan Barrett 
Systems/ Programming 
by 
• Improved Performance 
• Error Cal,se ldent1ftcallon 
~
.t"_ ' 
i • 
' 
. ,-. -
These five ladies selected their 
prizes from a book of distinguished From left, Nancy Keezer, Rose Mary Edwards, Marcia Watson, and Susan Barrett. 
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1776: The 13 colonies declare themselves to be a nation. They have some 3,500 doctors, of whom only 400 have 
medical degrees; one general hospital, the Pennsylvania Hospital in Philadelphia , founded by Benjamin Franklin 
and Dr. Thomas Bond; a "Public Hospital for persons who are so unhappy as to be deprived of their reason," in 
Williamsburg, Va .; and "a hospital for an army of 20,000 men," the beginning of the Army Medical Service. 
1777: General Washington orders the inoculation with small-pox virus of the Continental Army to reduce the rav-
ages of the disease. 
1799: President John Adams signs the Act for the Relief of Sick and Disabled Seamen, establishing the Marine 
Hospital Service. 
1800: Dr. Benjamin Waterhouse of Massachusetts, having heard of Edward Jenner's success in England in prevent-
ing small pox by inoculating persons with infected matter from a cowpox victim, imports cowpox virus from England 
and vaccinates seven members of his family with it. 
1809: Dr. Ephraim McDowell, a frontier physician in Kentucky, performs the world's first successful operation for 
removal of an ovarian tumor, an achievement which is acclaimed throughout Europe. 
1812: Dr. Benjamin Rush, nearing the end of a long and successful career, publishes "Medical Inquiries and Ob· 
servations Upon the Diseases of the Mind," his most important work. 
1825: When Alexis St. Martin, a young French-Canadian, is accidentally shot in the stomach at Fort Mackinac, Dr. 
William Beaumont, an Army surgeon, begins a series of historic experiments. The wound heals incompletely, leav-
ing a "window" in St. Martin's stomach which allows Beaumont to observe and publish the first complete and ac-
curate description of the digestive process. 
1836: The Library of the Surgeon General's Office, the nucleus of today's National Library of Medicine, is estab-
lished in Washington, D.C. 
1843: Dr. Oliver Wendell Holmes of Boston publishes the essay "Contagiousness of Puerperal Fever," in which he 
says that this deadly infection of women during childbirth is carried from one patient to another on the unwashed 
hands of doctors. 
1844: Dorothea Dix of Boston begins a 10,000-mile journey through the United States to crusade for more humane 
care of the mentally ill. 
1846: William Morton, a dentist, demonstrates the use of ether as an anesthetic in an operation at Massachusetts. 
This opens the era of surgical anesthesia, probably America's chief contribution to medicine in the 19th century. 
1847: The American Medical Association is founded. 
1849: Dr. Elizabeth Blackwell graduates from the College of Medicine in Geneva, N. Y., becoming the first women 
physician in the U.S. 
1850: Lemuel Shattuck of Boston, a bookseller and organizer of the American Statistical Society, serves as chair-
man of a Massachusetts sanitary survey commission and writes a report that is a milestone in U.S. public health. 
Outlining the role of polluted water, bad housing and poor sanitation in causing disease and death, the report rec-
ommends establishment of a state board of health to correct these conditions and makes 50 specific recommenda-
tions for improving sanitation and housing. 
1855: Dr. James Marion Sims establishes the State Hospital for Women in New York City, the first hospital in 
the U.S. devoted entirely to the illnesses of women. 
1861: As the Civil War finds the Union Army's Medical Department unprepared to provide adequate care, a group 
of civilians, including Dorothea Dix, establishes the U.S. Sanitary Commission to improve the care of wounded 
soldiers. Under the leadership of Clara Barton, "the angel of the battlefield," the commission emphasizes high 
standards of nursing care. 
1866: The Metropolitan Board of Health is established in New York City, a turning point in the history of commun-
ity health in the United States. 
1882: The American branch of the Red Cross is founded, principally through the efforts of Clara Barton, who be-
comes its first president. 
1887: A bacteriological laboratory is established by Dr. Joseph J. Kinyoun at the Marine Hospital on Staten Island, 
New York, for research on cholera and other infectious diseases. 
1889: Johns Hopkins Hospital opens in Baltimore, beginning a revolut ion in American medical care and education. 
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1892: Osler publishes "Principles and Practice of Medicine," the greatest medical textbook of its time. 
1893: Lillian D. Wald founds the Henry Street Settlement on the Lower East Side of New York City. As one of its 
features, she establishes the world's first public health nursing service to provide instruction about health care 
and sanitation in the home. 
1900: A Yellow Fever Commission, headed by Dr. Walter Reed, is sent to Cuba by the U.S. Army to investigate the 
outbreak of yellow fever which is devastating soldiers and civilians alike. 
1901: The Rockefeller Institute for Medical Research is founded in New York "to conduct, assist and encourage 
investigations in the sciences and arts of hygiene, medicine and surgery and allied subjects." 
1902: Karl Landsteiner and his associates develop the Landsteiner Classification of blood types, which groups all 
human blood into four types, allowing transfusions to be performed more safely by giving the recipient blood from 
a donor with compatible blood. 
1906: Congress passes the Food and Drug Act, establishing what is now the Food and Drug Administration, the 
first federal agency with authority to work for higher standards for medicines and foods. 
Dr. Howard T. Ricketts, studying Rocky Mountain spotted fever, transmits the disease to guinea pigs by the 
bite of a tick, proving that the tick carries the disease. 
1908: The New York City Health Department creates a Bureau of Child Hygiene, the first such governmental agency 
in the world, under the direction of Dr. S. Josephine Baker. 
1909: The city of Chicago passes a compulsory milk pasteurization law, the first in the United States. The Chicago 
law comes after publication of Bulletin 56 of the U.S. Public Health Service, which describes more than 500 out-
breaks of milk-borne disease between 1880 and 1907. 
1910: Dr. Abraham Flexner publishes the historic report "Medical Education in the United States" after a two-year 
inspection tour of all the medical schools in the United States and Canada. 
1912: Dr. Walter B. Cannon, a pioneer in physiology research at the Harvard Medical School, uses a "bismuth 
meal," a mixture of food and a substance opaque to X-rays, which , when swallowed, enters the digestive tract and 
casts a shadow which may then be examined by X-ray. 
1914: Dr. Joseph Goldberger of the U. S. Public Health Service is assigned to study pellagra, one of the leading 
causes of illness and death in the southern United States. 
1915: Drs. William Park and Abraham Zingher immunize thousands of New York City children against diptheria in 
the first mass attack against this infant killer. 
1930: Congress redesignates the Hygienic Laboratory as the National Institute of Health, authorizing $75,000 for 
construction of two buildings. 
1932: Dr. John H. Gibbon, Jr., starts a 20-year pioneering effort to develop a mechanism to do the work of the pa-
tient's heart during open-heart surgery. 
1941: Dr. George Papanicolaou develops the "Pap smear" test, which allows early detection of cancer of the uter-
us by inspection of cells to see if they are becoming abnormal. 
1942: A joint effort of U. S. and British scientists builds on the discoveries made by Sir Alexander Fleming, Ernst 
Chain and Sir Howard Florey about the microbe-killing powers of penicillin, a compound isolated from a common 
mold. 
1945: After the studies of Dr. H. Trendley Dean, a dental scientist with the U.S. Public Health Service, and others 
show that naturally fluoridated water reduces tooth decay substantially, long-term experiments are undertaken in 
Newburgh and Kingston, New York, and in Grand Rapids, Michigan, to demonstrate that controlled water fluorida-
tion can safely reduce tooth decay, too. 
1948: Dr. John F. Enders of Harvard University succeeds in growing mumps virus in large quantities by using 
cultures of living cells , making virus available in usable amounts to experimenters for the first time. In 1949, En-
ders, and his associates, Robbin and Weller, grow polio vaccine in tissue culture, opening the way for a vaccine 
against this dreaded disease. 
Dr. Sidney Farber of Boston begins using anticancer drugs to treat leukemia patients. 
1954: On December 23, a kidney is transplanted from an identical twin to his brother, the first successful long-
term kidney transplant in history. (Continued on page 13) 
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MONEY 
---
how it all stacks up 
COST CONTAINMENT-two words 
that are getting a lot of use around 
the Plans these days. The Human 
Resources Division even announced 
a contest in August to name a pro-
gram centered around cost reduc-
tion. 
Although the Plans are looking 
into ways to save both small and 
large amounts of money in all de-
partments, it is interesting to actually 
think about how small savings can 
grow into large savings - especially 
if each employee contributes his or 
That 
• nice 
warm 
Savings 
Bonds 
feeling 
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her share towards this goal. (Em-
ployees have proved this fact through 
our Suggestion Program over the 
last several years.) 
It is also interesting to see what 
money "looks like" when you think 
in terms of big money. We talk about 
millions of claims paid and millions 
of dollars paid out each year from 
the Florida Plans. Let's take a look 
at the physical aspects of a million 
- and a billion - dollars as de-
scribed in an editorial which ap-
peared in the July 9, 1976 issue of 
the Jacksonville Times-Union. 
Staggering Sum 
ST. AUGUSTINE 
A Times-Union editorial which at-
tempted to illustrate the magnitude of 
a billion dollars was very interesting. 
However, a billion is such a stagger-
ing sum that explaining it in terms of 
seconds and minutes does not give 
one a meaningful comparison. 
When I taught American Federal 
Government at F JC I used the follow-
ing to demonstrate the federal bud-
get: 
A million dollars in $1,000 bills 
(new) is 7½ inches tall. I then asked 
my students if they could carry a bil-
lion dollars in one thousand dollar 
bills. 
About half the class would say 
yes. I would then draw an outline of 
the Washington Monument on the 
blackboard and label it 555 feet in 
height. Next I would draw a stack of 
one thousand dollar bills 625 feet tall 
or some 70 feet taller than the monu-
ment. 
The comparison comes through 
loud and clear. 
When I read of the Congress add-
ing a billion here and there or raising 
the debt limit to $700 billion I think of 
it in tcr1T's of 625 foot stacks of thou-
sand dollar bills . Possibly they should 
also think of it this way 
A. L. BURGESS 
t;, 
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"There is nothing more precious to any of us than our hea Ith," said U. S. Senator Henry Jackson not long ago when 
endorsing expanded government health care programs. Many politicians have similar views, but action speaks louder 
than words. If health is so precious to Americans then why does 75 % of the population not use safety belts and 
why do so many of us eat, drink and smoke too much? 
Heart disease, stroke and cancer are top killers of Americans and they often are related to the victims' life styles. 
Fifty-five percent of all deaths involve disease of the heart and blood vessels , diseases frequently associated with 
obesity and lack of exercise, says George Will in "Yankee Doodle Ain't So Dandy", American Medical News, June 
28, 1976. 
Last year Americans drank 49 billion bottles of beer and 621 million gallons of wine and spirits. We also smoked 
600 billion cigarettes and 8.7 billion cigars. 
"Medical achievements between the 1930's and the late 1950's, especially in combating infectious diseases, have 
done much to make America healthier. But now the nation must deal with the behavioral component in the causes 
of its worst killer diseases. It is irrational for Americans to spend so much to cope with illness when so much illness 
is the predictable consequence of habits. They are paying increased sums of private and public money for 'post 
facto medicine' that treats the consequences of dumb behavior," says Will. 
"No action on National Health Insurance should take place at this time because behavior control - getting people 
to change their unhealthy habits - is really the only long-term solution," according to Dr. John Knowles, president 
of the Rockefeller Foundation in testimony before Congress. 
(Reprinted from the "Newsletter" of the Public Relations Council, Florida Hospital Association, July 15, 1976.) 
®)~~ ~~~B-~ 3~~ □ ~!Jl&Q~ (Continued from page 11) 
1955: After large-scale testing proves its effectiveness, the Salk polio vaccine, developed by Dr. Jonas E. Salk from 
killed polio virus, is made available to Americans. 
After years of testing, chlorpromazine, the first drug found effective in the treatment of schizophrenia, is put 
into wide-spread use in U.S. mental hospitals. 
1960: Dr. Belding Scribner of the University of Washington in Seattle develops a technique that successfully main-
tains a patient on an artificial kidney for a prolonged period, the first long-term artificial kidney treatment in his-
tory. 
1964: The Surgeon General's Advisory Committee issues its report on "Smoking and Health" which cites cigarette 
smoking as a major cause of lung cancer and chronic bronchitis, an important cause of cancer of the larynx and 
as associated with an increased risk of heart disease, cancer of the bladder and esophagus, peptic ulcer and 
other health hazards. 
1966: After years of national debate, Medicare coverage of health costs for the elderly becomes a reality, and 
some 20 million Americans aged 65 and older qualify for federal insurance for hospital and doctor's bills under 
Social Security. The law that establishes Medicare also provides for a program called Medicaid. 
1969: A vaccine against rubella (German measles) is introduced in the United States. 
1970: A study by Dr. Edward Freis and colleagues in 17 Veterans Administration hospitals is concluded, with proof 
that treatment of even moderate high blood pressure (hypertension) can reduce death rates from heart attacks 
and stroke. 
The Occupational Safety and Health Act (OSHA) is signed into law, the first federal legislation to regulate con-
ditions in places of work. 
1975: Following a recommendation of the President's Committee on Health Education, a National Center for 
Health Education is created by a group of distinguished citizens and financed by grants from voluntary and pro-
fessional health organizations, industry, labor and foundations. 
1976: The Department of Health, Education and Welfare issues a report on "Health, United States, 1975," which 
notes encouraging trends of lower infant mortality and longer life expectancy, but finds room for improvement, 
including changes in personal behavior. 
(The above excerpts are taken from a bicentennial poster prepared by Metropolitan Life Insurance Company.) 
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Under the direction of P. R. Meyers, Vice President-
Medicare A, hospital workshops were held during the 
month of August as part of our program for continuing 
provider education and relating new information to 
hospital personnel. Blue Cross of Florida, Inc. spon-
sored these workshops in Miami, Ft. Lauderdale, Day-
tona, Tampa, Panama City, and Jacksonville. 
The agenda included a presentation on the Provider 
Utilization Review Department given by Mitch Nowicki, 
Manager; Don Crossett, Assistant Director, discussed 
functions of the Provider Audit and Reimbursement 
Department; Clara Rose, Educational Services Coordina-
tor, handled the Medicare A Claims Processing portion 
of the program. A question and answer session followed 
each workshop. 
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A Letter fran the Editor 
To: All Employees 
We're pleased to announce that beginning with the next issue of PROFILE, a Letters to 
the Editor column will become a standard feature. If you have a question about the Plans, 
need an interpretation of a policy or are just curious about the companies' operations, drop 
us a line. We'll do our best to get an answer for you. 
Here's how it works: 
1. Address your letter to the PROFILE editor and send it (via inter-office mail) or 
deliver it to the Communications Department, Ten South. 
2. The editor will discuss each inquiry with the staff member who is most knowledge-
able of the subject and draft an appropriate response and forward it to the employee. 
3. Letters of general interest will be published in future issues of PROFILE. 
And, remember these factors when composing your letter: 
1. All letters to the editor must be signed by the employees and include their depart-
ments. 
2. The identity of the sender will be known only to the editor unless the letter is selected 
for publication. 
3. In that case, the employee will be contacted and given the opportunity to either 
remain anonymous or be identified. 
We hope you will use this forum to get the facts. So don't hesitate; send us your letters 
today. 
Sincerely, 
Carole Utley 
Editor, PROFILE 
Th\ 
" Larry Bold Penny Ware Sharon Dobbs Jo Stanley Charles Glover 
LARRY BOLD PROMOTED TO MANAGER 
OF MAJOR MEDICAL CLAIMS 
The promotion of Larry Bold to Manager of Major 
Medical Claims was announced by Hanse Hall, Director 
of Special Claims. Larry has been employed with the 
Plans since April, 1969 and has worked in the Data 
Processing Department ever since that time. He was 
Manager of Human Resource Systems prior to his pro-
motion. 
He is a native of Maysville, Kentucky and graduated 
with a 8. S. degree in Business from Eastern Kentucky 
University. He was in the Marine Corps for three years, 
is married to Betty, and they have three children, Larry, 
Randall, and John. In his spare time he enjoys reading 
and golf. 
PENNY WARE PROMOTED TO 
SUPERVISOR OF MASTER REGISTRY 
Penny Ware's promotion on July 26 to Supervisor 
of Master Registry in Physician Services was announced 
by Mike O'Farrell, Manager. Penny was hired in 1972 
as a Master Registry Clerk and in August, 197 4 she 
was promoted to secretary to the Manager of Physician 
Services. One year later she was promoted to Section 
Leader of the Support Unit. 
Penny is a native of Jacksonville, was graduated 
from Lee High School, and attended Georgia Southern 
College for two years. She is married to Walter, is quite 
active in the St. Peter's Episcopal Church activities, 
and enjoys fishing and reading. 
DOBBS AND STANLEY 
PROMOTED TO SUPERVISORS 
Lee Van Valkenburgh, Director, Customer Services, 
has announced the promotions of Sharon Dobbs and 
Jo Stanley to the new position of Supervisor in Cus-
tomer Services and Supervisor of Congressionals, re-
spectively. 
Sharon has worked here since March , 1967 in the 
Medicare B Department. Since 1970 she has served 
as a Supervisor in Edit, Credit Adjustment, and Cor-
respondence, last serving as Supervisor in Congres-
sionals. 
She is a native of Jacksonville where she graduated 
from Robert E. Lee High School. She is married to 
Charles and they have two children , Melinda , 11 , and 
Dan, 9. In her spare time she enjoys camping, fishing 
and gardening. 
Jo began working for the Plans in 1969 as a Cor-
respondence Clerk in Medicare 8. In 1970 she was pro-
moted to Congressional Correspondence Clerk and three 
years later she joined the Customer Services Depart-
ment as Customer Service Analyst. 
Jo is a native of Asheville, North Carolina. She 
graduated from D. S. Freeman High School in Rich-
mond, Virginia and received her B.A. degree in English 
from the University of North Florida in 1973 through 
the Tuition Refund Program. Jo is the Manager of one 
of the women's intramural softball teams and was 
previously a member of the company bowling teams. 
She is married to Joe and they have a daughter, Laurie, 
who is only six months old. Jo also enjoys refinishing 
furniture in her spare time. 
BE AWARE OF YOUR NEWSHOUND 
September's spotlight falls on Charles Glover who 
handles the distribution of PROFILE each month. 
Charles is one of the newest members of the PROFILE 
staff, taking over for Kenny Godbold who was promoted 
to Microfilm. He also assists the Communications De-
partment by being responsible for keeping employee 
posters updated in the six wall frame locations every 
two weeks. 
Charles joined the Plans in October, 1972, when our 
offices were located in the Universal Marion Building, 
as an Incoming Mail Clerk in Mail Operations. He was 
promoted to Copy Machine Operator in 1973 and is 
presently a Sect ion Leader in the Mail Operations Dis-
tribution section. 
He is a native of Jacksonville, and was graduated 
from New Stanton High School. He will take advantage 
of the Tuition Refund Program by attending Jones Bus-
iness College in September working on his degree in 
Business Admin istration. Charles is coaching the in -
dustrial league football team, and is one of the coaches 
for the three industrial league basketball teams. When 
asked what his hobbies were, Charles said he enjoys 
basketball , bowling, tennis, chess, music, and " girls" . 
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JULY SUGGESTION AWARDS 
TOP $260.00 
The July suggestion awards amounted to $263.00 
with an annual savings to the company of $2,558.00. 
Ron Smith, Blue Shield Section Leader in Medicare B, 
received the largest award this month of $240.00 for 
his suggestion to add a sentence on the Explanation 
of Medicare Benefits form advising the beneficiary that 
he does not have to return his check in order to request 
a review of his claim. His suggestion saved the com-
pany $2,403.00 annually in clerical and machine time, 
supplies and postage. 
Other suggestion award winners are, Earl Johnson, 
Blue Cross Section Leader in Mail Operations, who re-
ceived $13.00 for his suggestion to replace Review 
Notification form B5a-l 77 with a post card; and Marian 
Thomas, Federal Blue Shield Section Leader, who re-
ceived the minimum award of $10.00 for her sugges-
tion to revise the Coordination of Benefits form letter 
85-231. 
Even though they did not qualify for a cash award, 
letters of commendation were sent to the following em-
ployees by the Chairman of our Suggestion Committee, 
Jesse Grover: Mary Beth Calkins, Ft. Lauderdale; Carol 
Ann Reid, Subscribers Service; Jerry Beasley, Blue 
Shield Correspondence; and Pam Henderson, Blue Cross 
Correspondence. 
In the absence of Nathan Oplinger, Vice President-Medicare 
B, Larry Payne, Manager of Medicare B Communications, pre-
sents a check for $240.00 to Ron Smith, right. 
RADIO STATION RECOGNIZES TWO 
JACKSONVILLE SECRETARIES 
Radio station W.Q.I.K. 1299 on the dial , announced 
Debbie Joseph, Secretary for Bureau of Health Insur-
ance, as "Secretary of the Day" on July 6th. Debbie 
was nominated for this honor by her bosses, Jack 
Snipes and Dick Maloney, Resident Representatives, 
and Dale Toomer, Resident Specialist. Norma Hawarah 
also received the same honor on July 22nd upon recom-
mendation of her boss, Bill Long, Director of Medicare 
B. 
Selections were made by the station based on letters 
submitted by the girls' bosses who listed their out-
standing qualities as secretaries. 
Both girls had their names announced on the radio 
several times during the day and also received bouquets 
of red roses from the station. 
"STUCK" ON A CLAIM 
On the afternoon of July 26 our employees in the 
West Palm Beach branch office heard the elevator alarm 
go off. Barbara King was the first to check out the 
problem. She thought she recognized the voice of the 
stranded passenger as Pat Pate, her office supervisor. 
When Barbara discovered Pat was also checking out 
the alarm, she was thankful it wasn't her co-worker. 
But then who was stuck? Gloria Grimes joined them 
and they put in a call to the elevator company and the 
manager of the building. The tragic part was that the 
woman could not hear the trio rescue squad of the 
Blue Cross and Blue Shield girls, but they could hear 
her. 
They rushed to the first floor lobby and there were 
able to communicate with the stranded woman who 
begged them not to leave but to stay close by. Pat and 
Gloria discovered the key which the fire department 
could use to open the door. The key worked on the out-
side door and Gloria tugged away at the second door, 
finally opening it. There they saw a frightened and 
thankful lady who gave them a kiss, a hug and a thank 
you. 
Ironically, the lady was in the professional building 
in which our office is located for the purpose of visit-
ing our office. When the girls told her they were Blue 
Cross and Blue Shield employees, she stopped by their 
office and left her file folder with them and then rushed 
off for another appointment down the street - a little 
late but safe. 
As Pat Pate later wrote, "It was all in a day's work." 
JOSE BARROS ELECTED TREASURER 
OF THE HOSPITAL FINANCIAL 
MANAGEMENT ASSOCIATION 
Jose Barros, Manager of Fi-
nancial-Operational Audits, was 
elected Treasurer at the 22nd 
Annual Meeting of the Hospital 
Financial Management Associa-
tion held May 21 in Orlando. He 
has been a member of this organ-
ization for three years, and has 
also served as the Treasurer of 
'-.._ 111,. I the North Florida Chapter from 
Jose Barros 1975-1976. Jose has also served 
as the Socio-Economic Director of the Jacksonville 
Chapter of the National Association of Accountants 
from 1975-1976. 
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The following letter from a Ft. Lauderdale subscriber 
is a compliment to all employees: "Everybody likes to 
get a compliment occasionally especially when it is de-
served. Therefore, it gives me pleasure to praise the 
Blue Cross and Blue Shield organization. Recently, I 
had major surgery and expensive hospitalization. Of 
four insurance companies I have been supporting 
through the years, only your company paid the full 
amount of their commitment, paid it promptly and with-
out the necessity of filing endless claim forms. Yours 
is the only insurance I intend to keep in the future." 
* * * * * 
Judy Detwiler, Ft. Lauderdale, received this letter: 
"We wish to thank you for your courteous and kind as-
sistance in our behalf. Until recently, we were unaware 
of your office. After six months of frustration , it was 
most gratifying to find a friend who could finalize our 
problem. It restores our confidence in the system." 
* * * * * 
Judy Schneider, CHAMPUS Department, received 
this letter: "Thank you for your reply to my inquiries. 
Your response was comprehensive, timely, complete 
and , most important, understandable. And, your re-
sponse was courteous and professional ... I want 
you to know that I sincerely appreciate your efforts. 
Your handling of my case was marked by knowledgable 
and understanding concern on your part." 
* * * * * 
Maria Broderick, Coral Gables, received this letter: 
"I just wanted to say thank you for all the help you 
have been with my claim. It was such a relief when my 
doctor finally got paid. I know you must have a lot of 
work and I really appreciate all the time you took with 
my claim or it might not still have been paid. Your 
kindness and consideration was really appreciated. You 
must be a credit to the office." 
* * * * * 
The St. Petersburg office received this letter: "Thanks 
so much! You girls in St. Petersburg are a wonderful 
help in getting the medical claims corrected." 
* * * * * 
Bruce Wright, Fair Hearings Officer, St. Petersburg, 
received this letter: "Just a note with a big Thank you 
for helping us with our Medicare problems. It was so 
wonderful to know someone was helping us to get a 
little good news for a change. We know you do not 
have an easy job but we sincerely thank you from the 
bottom of our hearts for what you can do for us. May 
God bless you for your kindness - continue the good 
work you are doing." 
~~l 
- .J 
Joyce Powell , Office Supervisor in Coral Gables, re-
ceived th is letter concerning Bertha Hester: ••1 would 
like to call your attention to a member of your staff 
for her very eff icient , consc ientious and friendly way 
of handling my business. I feel you must be a good 
leader and know how to get the best of your staff. 
Bertha Hester is your best pupil and does her home-
work well." 
* * * >!< * 
Suman Makker, Branch Audit Supervisor, Provider 
Audit and Reimbursement Department, received this 
letter: "It certainly was a pleasure to meet you and to 
visit with Mr. Le again. It was very satisfying to work 
with both of you. We certainly appreciate the fairness 
which you showed in connection with your adjustments 
to the hospital's cost report." 
* * * >:< * 
P. R. Meyers, Vice President-Medicare A, received 
this letter concerning Caroline Smith, Medicare A Ap-
provals: "I would like to commend an employee who 
has been not only pleasant and understanding, but 
exceeded all expectations in often helping me secure 
answers to a myriad of problems. If it were not for this 
individual , I would still be floundering in a maze of 
perplexities. I cannot begin to thank her enough, and 
only hope that this letter will convey my thanks to her 
through you. The person I refer to is Caroline Smith, in 
charge of Approvals. My only contact with her has been 
by phone; however, her help in answering questions 
and guiding me to the right people for answers has been 
invaluable. I feel Mrs. Smith is a great asset to your 
staff, and would like to commend you for having her 
•on your team'." 
* * * * * 
This letter was rece ived concern ing Carol Blanton, 
Utilization Review Department: "I would like to make 
your company more aware of the terrific job that 
Carol Blanton has been doing. I really do not know 
how long she has been helping me with my questions 
about Medicare Part B coverage, but it seems like it 
has been forever. I have been submitting Medicare re-
quests for payment for the past eight years for our 
clients and when I get stuck, I call. Many times I get 
Carol Blanton and when I hear her voice, I know that 
I have a knowledgable friend on the other end. Recently 
she was able to help expedite claims that were some-
how lost by one of the departments. By doing so she 
has shown me to be a person who should be rewarded 
for doing that little extra that shows her to be more 
than just a regular employee. 
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Ronella Williams, Claims Analyst, St. Petersburg, re-
ceived this complimentary letter: "Just as you called 
last weekend I was writing this note to you. I want to 
thank you so much for all the interest you took in car-
ing for my surgery bills." 
* * * * * 
President Herbert received this letter about Nancy 
Dolan, Merritt Island: "Recently I asked for the assis-
tance of Nancy Dolan in determining the reason for 
a disallowance on a CHAMPUS claim I had submitted. 
The dollar amount was significant to me. After review-
ing the papers I brought to her office, Mrs. Dolan called 
a personal contact in your Jacksonville facility to ob-
tain more information. As a result, she reviewed with 
me the requirements for payment of claims in an ad-
ditional amount. This is not the first time Mrs. Dolan 
has provided effective assistance. I think she does 
nice work." 
* * * * * 
Diane Cook, Coral Gables, received this letter: "I 
want to thank you for your kind and personal concern 
and help in getting my claims on their way. They have 
surely chosen the right person to sit at the front desk 
and help people with their problems. Since I have been 
a receptionist so long I know how nice you really are." 
* * * * * 
Yolanda Hazel, Tampa, received this letter: "You 
were so sweet in inquiring about my claim with your 
Jacksonville office. Bless you! The check came the day 
after I received your note. You are exceptionally smart 
to know and be able to handle everything you do. Please 
tell your Supervisor to consider you an 'ASSET' to the 
firm." 
* * * * * 
Lee Van Valkenburgh, Director of Customer Services, 
received this letter concerning Mary Bowen: "My wife 
expired this past March following a continuous illness. 
During that period I have had many contacts with your 
office via mail, telephone and two personal visits to 
your offices. In all of these instances, a member of 
your staff, Mary Bowen, has been gracious and helpful 
to me. She is to be commended for her intelligence, 
compassion, patience and understanding of the many 
problems which confronted me, and to some extent 
still do. You are to be complimented in having such a 
dedicated person on your staff. Please extend to Mary 
Bowen my deep appreciation and best wishes for con-
tinued accomplishments in her chosen field of en-
deavor." 
~~l ~ 
Coral Gables received this complimentary letter con-
cerning Irma Horner: "I want to take this opportunity 
to thank Irma Horner of the Metro Claims Department 
for her conscientious and courteous help given with two 
of my hospital claims. There are few persons who take 
the time and patience to help someone who does not 
know much about insurance and claims. Please extend 
my appreciation to her." 
* * * * * 
Evelyn Talana, Correspondence Clerk, CHAMPUS De-
partment, received this letter: "First, may I state most 
emphatically, and unequivocally, you are a doll! ! ! ! 
Your letter of June 11 was outstanding! And I thank 
you most sincerely for the same." 
* * * * * 
This letter was received about Elaine Thorpe, Ft. 
Lauderdale: "It is with pleasure that I write to you about 
Elaine Thorpe who works in your department. I have 
been coming to your office for over a year and she has 
been of tremendous help with my Blue Cross and Blue 
Shield Federal Employees Program and Medic a re 
claims. Elaine has corrected many errors that either 
I or the doctor's office have made, saving me countless 
weeks of delay and hours of correspondence in filing 
claims. She is extremely capable and efficient, pleasant 
to talk to, and gracious in manner. Besides, she un-
doubtedly helped me receive payment where I had 
given up all hope of being reimbursed." 
Ways to 
Save on 
Copy Machines 
Proofread newly typed originals before 
making copies (if copies are needed). Often 
copies are made of originals only to find out 
that an error was made. The copies are thrown 
in the trash and more copies made. 
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Daytona Beach personnel include, from left, Bill Howard, Group Representative; Marilyn 
Hiatt, Section Leader; Donna Tilley, Group Secretary; Judy Doerschuk, Claims Analyst; and 
Peart Lanier, Claims Analyst (seated). Phil Stackpole is the Regional Manager and Don Holda-
way the Branch Manager for the Daytona Beach office. 
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The Daytona Beach branch office relocated on July 16 and is the third branch to utilize 
the modular layout concept. Their new offices are in Suite 250 in the Florida Federal Sav-
ings and Loan Association Building at 1030 Volusia Avenue. 
The Orlando Branch was the first to set up as the pilot or model office in June, 1975 and 
Tampa just recently moved into its new quarters. The use of the modular partitions thus 
far has been a great success, giving the offices a look of professionalism, improving working 
conditions and workflow and allowing unlimited flexibility and expansion capability. It has im-
proved employee morale, and above all, it has resulted in dollar savings on the annual rent -
al costs. 
The Daytona Beach office project was planned, designed, and coordinated by the Sales 
Support, Facilities Planning, and Methods Departments. 
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